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GTE Service Corporation ("GTE"), on behalf of its domestic telephone

operating companies and GTE Laboratories Incorporated, offers its reply to

filings responding to the Commission's Notice of Proposed Rule Making

("NPRM") in the above referenced proceedings, FCC 92-541, released

December 11, 1992. The NPRM seeks comment on the adoption and

implementation of Section 8 of the Cable Television Consumer Protection and

Competition Act of 1992, PL. No. 102-385, 102 Stat. 1460 ("Cable Act of

1992").

Congress has found continued and widespread customer dissatisfaction

with the customer service provided by many cable operators. Significant areas

of customer dissatisfaction include: phones are not answered promptly, offices

are open for a minimal number of hours, and service call response takes too

long.! Though the cable industry has adopted voluntary standards concerning

matters such as telephone response time, installation, outages, and service calls,
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Congress still regards customer service as "an area of paramount concem."2

Congress questions the degree of compliance to the voluntary standards by

cable systems, and enacted service provisions as part of the Cable Act of 1992.

The Commission should adopt a set of minimum customer service standards
and institute an "escalatin~ benchmark" to increase service minimums.

The Commission (NPRM at ~10) sought comment on the customer

service standards to be adopted in this proceeding and asked whether the

National Cable Television Association ("NCTA") standards, or some

modification thereof, might provide appropriate benchmarks. NCTA standards

for office and telephone availability, installations, outages, and service calls

were presented in detail (NPRM at ~~ 11 and 13). The Commission also asked

(NPRM at ~19) if it could adopt an "escalating benchmark" approach that

would reasonably increase the service minimums over time as cable operators

demonstrate improvements in their customer service efforts. GTE's reply

comments focus entirely on these questions.

As did several commenting parties,3 GTE believes the NCTA standards

provide an appropriate benchmark for minimum customer service standards and

should be adopted by the Commission. Many cable systems have voluntarily

adopted these standards previously and should be able to achieve compliance

without impacting current cable rates in any fashion. As a regulated local

exchange carrier ("LEC") GTE is subject to a variety of similar customer

service standards. Overall, LEC customer service standards are higher than the

2

3

House Comm. on Energy and Commerce, H.R. Rep. No. 102-628, 102d Congo 2d Sess. at 105 (1992).

City of Miami Beach, Florida at 4, City of Dallas at 5, New Yark State Commission on Cable
Television at 9, Comcast Corporation, Cox Communications, Inc. and Jones Intercable, Inc. at 3, Cole,
Raywid & Braverman at 7, Northwest Municipal Council at 3.
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NCTA standards. GTE believes the Commission should use NCTA standards

to establish initial requirements and transition over time (an "escalating

benchmark") to the level of current LEC standards.

GTE suggests cable system standards be modeled after existing LEC customer
service standards.

GTE proposes cable system customer service standards be modeled after

existing LEC customer service standards. GTE is subject to customer service

standards in each of the 40 states in which it operates as an exchange carrier.

The remaining portions of these reply comments contrast typical GTE standards

to the NCTA standards described in the NPRM.

Paragraph 11 describes standards for the area of office and telephone

availability. GTE must have knowledgeable, qualified company representatives

available to respond to customer service inquires Monday through Friday

during normal business hours.4 Similar company representatives must be

available 24 hours per day to respond to customer repair requests. Telephone

answer time objectives, including wait time and time required to transfer a call,

typically require that 90% of all calls be answered within 20 seconds. Bill

payment locations are open for transactions Monday through Friday during

normal business hours.

Paragraph 13 describes standards relating to installations, outages, and

service calls. GTE must perform 90% of standard installations within five

business days, with a few state jurisdictions requiring 90% within three working

days. For service interruptions, 95% must be responded to and cleared within

24 hours. An additional standard involves instances of service trouble, and

GTE is measured against a typical monthly standard of 5-7 occurrences per 100

4 In the telephone industry, normal business hours are on the order of 9 a.m. to 5 p.m.
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access lines. GTE believes this could be similarly measured for each 100

customers of a cable system. Appointment windows are similar to NCTA

alternatives, but GTE must meet 90% of all scheduled appointment

commitments.

CONCLUSION

GTE urges the Commission to adopt NCTA's standards to establish

initial minimum customer service standards and develop an "escalating

benchmark" approach to increase service minimums over time. GTE proposes

LEC service standards be used as a model for these increased service standard

mInImums.
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